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In this thesis, Xiamen Local Taxation Bureau Tax Service Process 
Reengineering as the research object, the study aims to redesign the tax service 
processes, breaking the hierarchical bureaucratic organization model, constructing a 
flat process-based organizational structure of tax services, with a view to enhance 
the performance of handling tax affairs, reduce the cost of tax collection and the cost 
of paying tax, optimize the tax service, to improve taxpayer compliance with tax 
laws and their degree of satisfaction. 
The thesis is divided into six parts： 
The introductory part brings forward the issue. First of all briefly introduces the 
concept and significance of tax services, international experience, domestic tax 
service history and trends.Then briefly describes the process reengineering concepts, 
the background of the BPR theory and how to correctly understand the process 
reengineering. Finally puts forward the purpose, contents and approaches that this 
paper covers. 
Chapter 2 and Chapter 3 diagnose the problems. Firstly in detail discusses the 
necessity and feasibility of tax-service process reengineering in Xiamen Local 
Taxation Bureau. Then qualitatively analyses the problems of the tax-service 
processes. Finally describes in detail the reality of the pilot processes and 
quantitatively analyses the problems in-depth. 
Chapter 4 puts forward some suggested resolution ideas to the problems 
mentioned and in detail discusses the design programs of the process reengineering. 
Firstly the systematic redesign method is applied to design the new model of 
tax-service process. And then builds the process-based tax-service organizational 
structure. Finally discusses the design program of the information technology 
supporting platform. 















its effects. Firstly describes in detail how to implement the tax-service process 
reengineering program. And then qualitatively and quantitatively discusses in-depth 
how to evaluate the effects of the tax-service process reengineering. 
The epilogue concludes the whole research work of this paper, and presents the 
limitations that will be studied and improved in the future. 
The innovation of this thesis is to design a new model of tax-service processes, 
and on this basis, to build the organizational framework for the process-based tax 
services. This paper adheres to the research methodology combining qualitative and 
quantitative, and uses the quantitative analysis methods including ASME analysis, 
activity-based costing (ABC), Analytic Hierarchy Process (AHP) and fuzzy 
comprehensive evaluation (FCE). 
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用约占税务经费的 15%。全国共设立 408 个办税服务厅和 26 个纳税服务呼叫中










                                                        


























（二）纳税服务工作起步阶段（2002 年至 2005 年） 
2002 年 8 月，国家税务总局在征收管理司内设立纳税服务处，专门负责全
国税务系统纳税服务行政管理工作。2003 年初，国家税务总局下发了《关于加
强纳税服务工作的通知》提出了加强纳税服务的十条指导性原则。2005 年 10 月，
国家税务总局制定下发了《纳税服务工作规范（试行）》，对税收征、管、查和
实施税收法律救济等环节的纳税服务工作的基本行为准则做出了明确的规定。 
（三）纳税服务工作发展阶段（2006 年至 2009） 
2006 年 12 月，国家税务总局制定下发了《关于进一步推行办税公开工作的
意见》，有效促进了纳税服务体系建设。2007 年 5 月，第一次全国纳税服务工
作会议召开，对纳税服务工作的进一步开展进行了全面的部署。2008 年 7 月，
国家税务总局设立了纳税服务司，负责组织、管理和协调全国范围内的纳税服务
工作。 
2009 年 7 月，全国税务系统纳税服务工作会议在杭州召开，会议讨论制定
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